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CIS 1003 - Information Systems: Soc. & Org. 


Activity 5 - Identify business processes in 
SCM and CRM 


Aim: In this activity students would gain an understanding of the 
concepts of Supply Chain Management (SCM) and Customer 
Relationship Management (CRM). 


Theoretical background of the concepts:- 


Supply chain management (SCM 

Supply chain management (SCM) is the active management of 
supply chain activities to maximize customer value and achieve a 
sustainable competitive advantage. It represents a conscious effort 
by the supply chain firms to develop and run supply chains in the 
most effective & efficient ways possible. Supply chain activities 
cover everything from product development, sourcing, production, 
and logistics, as well as the information systems needed to 
coordinate these activities [1]. 


Upstream SCM and Downstream SCM 

With the manufacturing as the focus of the supply chain, upstream 
activity includes suppliers of raw materials, such as metal for a car 
maker like Nissan, or textile and cloth for a garment maker like Zara 
[2]. 

Downstream from the manufacturer are distributors, shipping 
partners, and point-of-sale stops along the way, such as wholesalers 
and retailers for e.g. Nissan Showroom or Zara Showroom [2] 


Customer Relationship Management (CRM 


A Customer Relationship Management (CRM) gathers customer 
interactions across all channels in one place. Managing centralized 
data helps businesses improve customer experience, satisfaction, 
retention and service [4]. 


Customer relationship management (CRM) is not just the application 
of technology, but is a strategy to learn more about customers' 
needs and behaviour in order to develop stronger relationships with 
them [5]. 
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Activity Explanation: 


Supply Chain Management Activity 


With operations in over 200 countries, Coca Cola has been 
the number one selling soft drink brand world wide. 
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. Visit YouTube Link [5] - https://youtu.be/UBSOiHUctrY 


. View the video on Supply Chain Management at Coco Cola 
company 


C. Answer the following questions 


1. Identify the 1% and 2™ tier suppliers and 1* and 2™ tier 
customers of Coco-Cola:- 
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SCM Component Tier Coco Cola Company example 
Tier 1 Supplier Coke concentrate plate 

Tier 2 Supplier Vanilla and cherry flavoring 
Tier 1 Customer Retailer, vending machines 
Tier 2 Customer consumers 


2. Identify the three operations within Coco Cola Company 
and explain them briefly. 
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Manufacturing - warehouse - distribution 
3. What are the advantages of the SCM system for Coco Cola 
Company? 
Reduce cost of business transactions - Share of information 


among organizations involved in the supply chain - improve 
quality - reduce time - provide the 


Customer Relationship Management Activit 


Before that, i'll tell 
you what crm is 


_ CUSTOMER RELATIONSHIP MANAGEMENT (CRM) IS 
ALL ABOUT MANAGING THE RELATIONSHIPS YOU 
HAVE WITH YOUR CUSTOMERS. CRM COMBINES 

BUSINESS PROCESSES, PEOPLE, AND TECHNOLOGY 
TO ACHIEVE THIS SINGLE GOAL: GETTING AND 
KEEPING CUSTOMERS. 
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. Visit YouTube Link [6] - https://youtu.be/IA89SI0Z8Eo 
. View the video on Customer Relationship Management 
. Answer the following questions 

1. What are the four benefits of CRM software? 
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1- Increase in sales 

2- Measure overall productivity 

3- Measure the marketing campaign results 
4- Manage the customer service 
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2. How can Customer Service be improved using CRM 
software? 
e Track the customer history 
e Send instant alerts to customers 
e Efficient management of customer complaints 


3. How will CRM software help to enhance customer 
satisfaction? 

e Efficient task for example quick reply to customer emails 

e Send birthday cake to best customers 

e Remind payment dues 
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